The Influence of Relationship Quality on Customer Loyalty in the Dual-Banking System in the Northern States of Peninsular Malaysia  by Rahman, Maria Abdul & Ramli, Mona Fairuz
 Procedia - Social and Behavioral Sciences  219 ( 2016 )  606 – 613 
Available online at www.sciencedirect.com
1877-0428 © 2016 The Authors. Published by Elsevier Ltd. This is an open access article under the CC BY-NC-ND license 
(http://creativecommons.org/licenses/by-nc-nd/4.0/).
Peer-review under responsibility of the Organizing Committee of the 3rd GCBSS-2015
doi: 10.1016/j.sbspro.2016.05.040 
ScienceDirect
UG*OREDO&RQIHUHQFHRQ%XVLQHVVDQG6RFLDO6FLHQFH*&%66'HFHPEHU
.XDOD/XPSXU0DOD\VLD
7KH,QIOXHQFHRI5HODWLRQVKLS4XDOLW\RQ&XVWRPHU/R\DOW\LQWKH
'XDO%DQNLQJ6\VWHPLQWKH1RUWKHUQ6WDWHVRI3HQLQVXODU0DOD\VLD
0DULD$EGXO5DKPDQD0RQD)DLUX]5DPOLE 
a ,b School of Business Management, Universiti Utara Malaysia, 06010 Sintok, Kedah, Malaysia 
$EVWUDFW
:KLOHUHODWLRQVKLSTXDOLW\KDVEHHQNQRZQDVRQHRIWKHPRVWLQIOXHQWLDOSUHGLFWRUVRIFXVWRPHUOR\DOW\UHODWLRQDOQRUPVDUHDOVR
OLNHO\ WRKDYHDQ LPSDFWRQ UHODWLRQVKLSTXDOLW\DQGFXVWRPHU OR\DOW\+RZHYHU OLPLWHG UHVHDUFK VKDGEHHQFRQGXFWHGRQ WKH
UHODWLRQVKLSV EHWZHHQ UHODWLRQDO QRUPV UHODWLRQVKLS TXDOLW\ DQG FXVWRPHU OR\DOW\ LQ D VLQJOH IUDPHZRUN DQG LQ EXVLQHVVWR
FRQVXPHUFRQWH[W7KHUHIRUHWKLVVWXG\LQWHQGVWRLQYHVWLJDWHWKHUHODWLRQVKLSVEHWZHHQUHODWLRQDOQRUPVDQGUHODWLRQVKLSTXDOLW\
DQGEHWZHHQUHODWLRQVKLSTXDOLW\DQGFXVWRPHUOR\DOW\5HVXOWVLQGLFDWHWKDWDPHGLDWLRQHIIHFWRIUHODWLRQVKLSTXDOLW\H[LVWVRQWKH
OLQNEHWZHHQUHODWLRQDOQRUPVDQGFXVWRPHUOR\DOW\

7KH$XWKRUV3XEOLVKHGE\(OVHYLHU/WG
3HHUUHYLHZXQGHUUHVSRQVLELOLW\RIWKH2UJDQL]LQJ&RPPLWWHHRIWKHUG*&%66
Keywords:&XVWRPHUOR\DOW\'XDOEDQNLQJV\VWHP,VODPLFEDQNV3DUWLDO/HDVW6TXDUHV5HODWLRQDOQRUPV5HODWLRQVKLSTXDOLW\
,QWURGXFWLRQ
,W LV XQGHQLDEOH WKDW WKH0DOD\VLDQ ,VODPLF EDQNLQJ LQGXVWU\ ZKLFK VWDUWHG DOPRVW IRXU GHFDGHV DJR SOD\V DQ
LPSRUWDQWVRFLRHFRQRPLFUROHZLWKLQWKHQDWLRQ¶VHFRQRP\7KH0DOD\VLDQ,VODPLFEDQNLQJLQGXVWU\LVXQLTXH%HVLGHV
WKH IXOO IOHGJH ,VODPLF EDQNV WKH LQGXVWU\ DOVR FRQVLVWV RI WKH GXDOZLQGRZ ,VODPLF EDQNV 8QGHU WKLV V\VWHP
FRQYHQWLRQDOEDQNVDUHJLYHQ WKHSHUPLVVLRQE\%DQN1HJDUD0DOD\VLD WRRIIHUDQGVHOO ,VODPLFEDQNLQJSURGXFWV
WKURXJKWKHLUVXEVLGLDULHVE\XWLOL]LQJWKHLUH[LVWLQJLQIUDVWUXFWXUHVWDIIDQGEUDQFKQHWZRUN$VDUHVXOWWKH0DOD\VLDQ
,VODPLFEDQNLQJLVIDFLQJILHUFHFRPSHWLWLRQVZKHUHWKHFRQYHQWLRQDODQG,VODPLFEDQNVDUHFRPSHWLQJWRJDLQPDUNHW
VKDUH0XKDPPDGHWDO$VFRPSHWLWLRQLQWHQVLILHVLQWKLVQHDUVDWXUDWHGEDQNLQJLQGXVWU\LW LVFUXFLDOIRU


&RUUHVSRQGLQJDXWKRU7HOID[
E-mail address: PDULD#XXPHGXP\
© 2016 The Authors. Published by Elsevier td. This is an open access article under the CC BY-NC-ND license 
(http://creativecommons.org/licenses/by-nc-nd/4.0/).
Peer-review under responsibility of the Organizing Committee of the 3rd GCBSS-2015
607 Maria Abdul Rahman and Mona Fairuz Ramli /  Procedia - Social and Behavioral Sciences  219 ( 2016 )  606 – 613 
,VODPLFEDQNVWRUHWDLQFXUUHQWFXVWRPHUVLQFHWKHFRVWVRIUHWDLQLQJH[LVWLQJFXVWRPHUVDUHORZHUWKDQWKHFRVWVRI
DFTXLULQJ QHZ FXVWRPHUV 5HLFKKHOG DQG 6DVVHU  ,Q WKH FRPSHWLWLYH ILQDQFLDO VHUYLFHV ODQGVFDSH LW LV
DSSURSULDWHWRXVHUHODWLRQVKLSPDUNHWLQJVWUDWHJ\DVDVWUDWHJLFWRRO/LDQJDQG:DQJ5HYLHZRQSDVWOLWHUDWXUH
KDVQRWHGWKHLPSRUWDQFHRIUHODWLRQVKLSTXDOLW\LQSUHGLFWLQJFXVWRPHUOR\DOW\/LXHWDO$WKDYDOHHWDO
1XPHURXVIDFWRUVLQFOXGLQJSULFHIDLUQHVVFXVWRPHUYDOXHDQGFRPPXQLFDWLRQKDGEHHQIRXQGWRKDYHVLJQLILFDQW
LQIOXHQFHRQUHODWLRQVKLSTXDOLW\.LPHWDO1HYHUWKHOHVVDORQJZLWKWKHVH³KDUG´IDFWRUV³VRIW´IDFWRUVDOVR
SOD\DQLPSRUWDQWUROH0RUJDQDQG+XQWH[DPLQHGWKH³VRIW´IDFWRUVWKDWPDWWHUVLQUHODWLRQVKLSVDQGUHODWLRQDO
QRUPVZHUHLGHQWLILHGWRKDYHVWURQJLPSDFWRQWKHFXVWRPHU¶VTXDOLW\RIUHODWLRQVKLS:KLOHUHODWLRQDOQRUPVDUHTXLWH
DSSDUHQWLQLQWHUILUPUHODWLRQVKLSVLQPDUNHWLQJWKH\KDYHUHFHLYHGOLWWOHDWWHQWLRQDPRQJVFKRODUV%HUWKRQHWDO

$OWKRXJKVHYHUDOUHVHDUFKKDVH[DPLQHWKHLPSDFWRIUHODWLRQVKLSTXDOLW\RQFXVWRPHUOR\DOW\DQGWKDWRIUHODWLRQDO
QRUPVRQUHODWLRQVKLSTXDOLW\KRZHYHUOHVVRIWHQWKH\DUHVWXGLHGLQDVLQJOHIUDPHZRUN7KHUHIRUHLWLVFUXFLDOWR
GHWHUPLQHWKHFRQWULEXWLRQVRIUHODWLRQDOQRUPVDQGUHODWLRQVKLSTXDOLW\WRFXVWRPHUOR\DOW\LQWKH%&VHWWLQJV,Q
DGGLWLRQUHODWLRQVKLSTXDOLW\KDVDOVREHHQIRXQGWREHDPHGLDWRUYDULDEOHLQVHYHUDOVWXGLHVHJ&URVE\HWDO
/LQDQG'LQJ=KDQJHWDO7KXVWKLVVWXG\DLPVWRH[DPLQHWKHLPSDFWRIUHODWLRQDOQRUPVRQUHODWLRQVKLS
TXDOLW\DPRQJWKHGXDOZLQGRZ,VODPLFEDQNVDQGWKHLUFXVWRPHUVDQGWKHHIIHFWRIWKHVHWZRYDULDEOHVRQFXVWRPHU
OR\DOW\7KLVVWXG\ZLOODOVRLQYHVWLJDWHWKHOLNHO\PHGLDWLRQHIIHFWRIUHODWLRQVKLSTXDOLW\RQWKHOLQNEHWZHHQUHODWLRQDO
QRUPVDQGFXVWRPHU OR\DOW\ ,W LV LPSRUWDQW WR H[DPLQH WKHVH UHODWLRQVKLSVDV VHUYLFHSURYLGHUV FDQPD[LPL]H WKH
PDJQLWXGHRIUHODWLRQDOQRUPVDQGUHODWLRQVKLSTXDOLW\LQSUHGLFWLQJFXVWRPHUOR\DOW\

/LWHUDWXUH5HYLHZ

2.1 Customer Loyalty 
7KHPRVWFRPPRQO\XVHGGHILQLWLRQRI OR\DOW\ LQ WKHFRQWH[WRIFRQVXPSWLRQ LVJLYHQE\2OLYHU  DV³D
GHHSO\KHOGFRPPLWPHQWWRUHEX\RUSDWURQL]HDSUHIHUUHGSURGXFWRUVHUYLFHFRQVLVWHQWO\LQWKHIXWXUHWKHUHE\FDXVLQJ
UHSHWLWLYHSXUFKDVLQJGHVSLWHVLWXDWLRQDOIDFWRUVWKDWPD\FDXVHVZLWFKLQJEHKDYLRU´$FFRUGLQJWR*HRUJHDQG6WDYURV
 FXVWRPHU OR\DOW\ KDV FRQVLVWHQWO\ EHHQ UHFRJQL]HG DV D NH\ GHWHUPLQDQW RI FXVWRPHU UHWHQWLRQ ,Q WKH
UHODWLRQVKLS PDUNHWLQJ UHVHDUFK FXVWRPHU OR\DOW\ SOD\V D FHQWUDO UROH GXH WR LWV SRVLWLYH HIIHFW RQ ORQJWHUP
SURILWDELOLW\)ORKDQG7UHLEOPDLHU&XVWRPHUVZKRDUHOR\DOWRZDUGWKHILUPV¶SURGXFWVRUVHUYLFHVWHQGWR
UHSXUFKDVHPRUHRIWHQDQGVSHQGPRUHPRQH\$VVXJJHVWHGE\5HLFKKHOGDQG6DVVHUILUPVWKDWDLPWRDFKLHYH
VXSHULRUSHUIRUPDQFHDQGJDLQORQJWHUPSURILWDELOLW\VKRXOGIRFXVRQFXVWRPHUOR\DOW\7KLVVWXG\FRQFHSWXDOL]HG
OR\DOW\DVDQDWWLWXGLQDOOR\DOW\GXHWRWKHFULWLFLVPRQEHKDYLRUDOOR\DOW\ZKLFKODFNVRIFRQFHSWXDOEDVLVRIWKHFDXVHV
RIOR\DOW\6DPDDQ&XVWRPHUOR\DOW\LQWKH,VODPLFEDQNLQJV\VWHPKDVEHHQDPDMRUFRQFHUQWRSUDFWLWLRQHUV
GXHWRWKHVWLIIFRPSHWLWLRQVDQGWKHFXUUHQWIRFXVRQWKHUHODWLRQVKLSVEHWZHHQFRQVXPHUVDQGRUJDQL]DWLRQV6DPDDQ


2.2 Relational Norms and Relationship Quality 
5HODWLRQDOQRUPVH[LVWLQDQ\UHODWLRQVKLSEXWWKHLUVWUHQJWKYDULHVDFFRUGLQJWRWKHSRVLWLRQRIWKHUHODWLRQVKLSRQ
WKHUHODWLRQVKLSFRQWLQXXP&KHQDQG/LQ1RUPVFDQEHXVHG WRJRYHUQDUHODWLRQVKLSZKHQ WKH\EHFRPH
LQWHUQDO WR D UHODWLRQVKLS DQGPD\ DSSO\ WR LQGXVWU\ VHFWRUV ILUP WR DQ LQGLYLGXDO EXVLQHVV RU WR HDFK VHSDUDWH
WUDQVDFWLRQ ,YHQV  8QOLNH QRUPV WKDW JRYHUQHG EHKDYLRU LQ GLVFUHWH WUDQVDFWLRQV UHODWLRQDO QRUPV DUH DQ
HQGRJHQRXVIRUPRIEHKDYLRUFRQWUROWKDWGRQRWUHO\RQPDUNHWIRUFHVEXWUHO\RQFRRSHUDWLRQWUXVWFRPPRQJRDOV
DQGFRPPXQLFDWLRQWRFRRUGLQDWHWKHUHODWLRQVKLS0RUJDQDQG+XQW7KLVVWXG\WUHDWHGUHODWLRQDOQRUPVDVD
KLJKHURUGHUFRQVWUXFWFRQVLVWLQJRIIOH[LELOLW\VROLGDULW\DQGLQIRUPDWLRQH[FKDQJHDVVXJJHVWHGE\+HLGHDQG-RKQ
)OH[LELOLW\UHIHUVWRWKHVHUYLFHSURYLGHUV¶UHDGLQHVVWRDGDSWWRFKDQJHVLQFLUFXPVWDQFHVWKDWRFFXULQWKHLU
UHODWLRQVKLSDQGLWFDQUHGXFHWKHSRVVLELOLW\RIDEURNHQUHODWLRQVKLS+HLGHDQG-RKQ6ROLGDULW\LVDEHOLHI
WKDW SDUWLHV LQ D UHODWLRQVKLS ZLOO VXSSRUW HDFK RWKHU WRPDLQWDLQ WKH UHODWLRQVKLS &DQQRQ DQG 3HUUHDXOW 
,QIRUPDWLRQH[FKDQJHQRUPUHGXFHVWKHOLNHOLKRRGRIEHLQJFKHDWHGEHFDXVHSDUWLHVUHFHLYHLQIRUPDWLRQWREHWWHUFRSH
ZLWK XQFHUWDLQWLHV +HLGH DQG -RKQ  ,YHQV DQG 3DUGR  IRXQG UHODWLRQDO QRUPV GLUHFWO\ LQIOXHQFHG
UHODWLRQVKLSTXDOLW\DPRQJ*HUPDQSXUFKDVLQJPDQDJHUV,QWKHSKDUPDF\VHWWLQJV'RXFHWWHIRXQGUHODWLRQDO
QRUPVLQIOXHQFHGUHODWLRQVKLSTXDOLW\7KXVWKHIROORZLQJK\SRWKHVLVZDVGHYHORSHG
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
+7KHUHLVDSRVLWLYHUHODWLRQVKLSEHWZHHQUHODWLRQDOQRUPVDQGUHODWLRQVKLSTXDOLW\ LQ WKHFRQWH[WRI,VODPLF
EDQNVLQWKHGXDOZLQGRZV\VWHP

2.3 Relationship Quality and Customer Loyalty

5HODWLRQVKLSTXDOLW\LVDQHPHUJLQJPHJDFRQVWUXFWLQPDUNHWLQJOLWHUDWXUHDQGKDVEHFRPHDVWUDWHJLFLPSHUDWLYH
VLQFH JRRG UHODWLRQVKLS LV DVVRFLDWHG ZLWK OR\DOW\ FUHDWLRQ FORVH FROODERUDWLRQ LPSURYHG RSHUDWLRQDO SODQQLQJ
VHFXULW\ DQGEXVLQHVV IORZFRQWLQXLW\ 0ROLQHU HW DO0DQ\ VWXGLHV UHJDUG UHODWLRQVKLSTXDOLW\DV DPHWD
FRQVWUXFWFRPSRVHGRIVHYHUDOGLVWLQFWDQGUHODWHGGLPHQVLRQVZKLOHVHYHUDOHPSLULFDOVWXGLHVH[DPLQHUHODWLRQVKLS
TXDOLW\DVDSXUHVLQJOHFRQVWUXFW&URVE\HWDO'RUVFKHWDO(YHQWKRXJKWKHUHLVQRDJUHHPHQWDPRQJ
UHVHDUFKHUVDVWRZKDWGLPHQVLRQVPDNHXSUHODWLRQVKLSTXDOLW\GLVFXVVLRQVRIUHODWLRQVKLSTXDOLW\RIWHQFHQWHUVDQG
DVVHVVHGWKURXJKVRPHFRPELQDWLRQVRIWKHWKUHHSULPDU\GLPHQVLRQVWUXVWZLWKH[FKDQJHSDUWQHUVVDWLVIDFWLRQZLWK
WKH H[FKDQJH SDUWQHUV DQG FRPPLWPHQW RQ WKH RQJRLQJ UHODWLRQVKLS 'RUVFK HW DO  7KLV VWXG\ GHILQHV
UHODWLRQVKLSTXDOLW\DVKLJKHURUGHUFRQVWUXFWVFRPSRVHGRIWUXVWFRPPLWPHQWDQGVDWLVIDFWLRQ+XQWOH\IRXQG
UHODWLRQVKLSTXDOLW\KDGDGLUHFWHIIHFWRQZLOOLQJQHVVWRUHFRPPHQGLQEXVLQHVVWREXVLQHVV%%UHODWLRQVKLSV/LQ
DQG'LQJDOVRIRXQGUHODWLRQVKLSTXDOLW\KDVDQLPSDFWRQFXVWRPHUOR\DOW\RIWKH7DLZDQHVH,QWHUQHWVHUYLFH
SURYLGHUV,QDGGLWLRQUHODWLRQVKLSTXDOLW\KDVDOVREHHQXVHGDVDPHGLDWLQJYDULDEOHLQPDQ\VWXGLHV&URVE\HWDO
/LQDQG'LQJ=KDQJHWDO7KXVWKHIROORZLQJK\SRWKHVHVZHUHGHYHORSHG

+ 7KHUHLVDSRVLWLYHUHODWLRQVKLSEHWZHHQUHODWLRQVKLSTXDOLW\DQGFXVWRPHUOR\DOW\LQWKHFRQWH[WRI,VODPLF
EDQNVLQWKHGXDOZLQGRZV\VWHP

+5HODWLRQVKLSTXDOLW\PHGLDWHVWKHUHODWLRQVKLSEHWZHHQUHODWLRQDOQRUPVDQGFXVWRPHUOR\DOW\LQFRQWH[WRI
,VODPLFEDQNVLQWKHGXDOZLQGRZV\VWHP

5HVHDUFK0HWKRGRORJ\

7KH UHVHDUFK IRFXVHG RQ GHWHUPLQDQWV RI FXVWRPHU OR\DOW\ DPRQJ GXDOZLQGRZ ,VODPLF EDQNV
 FXVWRPHUV
7KHUHIRUHWKHSRSXODWLRQRIWKLVVWXG\LVFXVWRPHUVZKRSDWURQL]HWKHGXDOZLQGRZ,VODPLFEDQNV)ROORZLQJSUHYLRXV
VWXGLHVRQFXVWRPHUOR\DOW\DVXUYH\ZDVDGRSWHGDVDPHWKRGIRUGDWDFROOHFWLRQ4XHVWLRQQDLUHZLWK/LNHUWVFDOH
UDQJLQJIURPDV³VWURQJO\GLVDJUHH´DQGDV³VWURQJO\DJUHH´ZDVGHYHORSHGDQGGLVWULEXWHGWRLQGLYLGXDOFXVWRPHUV
RIWKHILYHGXDOZLQGRZ,VODPLFLQWKH1RUWKHUQ6WDWHVRI3HQLQVXODU0DOD\VLD7KHLWHPVZHUHDGDSWHGIURPSUHYLRXV
VWXGLHVDQGDSSURSULDWHFKDQJHVZHUHPDGHWRPDNHWKHLWHPVUHOHYDQWWRWKHSUHVHQWVWXG\7KHTXHVWLRQQDLUHVZHUH
GLVWULEXWHGWRGLIIHUHQWEUDQFKHVRIILYHGXDOZLQGRZ,VODPLFEDQNVLQWKUHHWRZQVLH$ORU6HWDU-LWUDDQG.DQJDU
LQWKH1RUWKHUQ6WDWHVRI3HQLQVXODU0DOD\VLD7RDYRLGELDVUHVSRQGHQWVZHUHUDQGRPO\VHOHFWHGDPRQJWKHEDQNV¶
FXVWRPHUVZKRYLVLWHGWKHVHOHFWHGEUDQFKHVGXULQJWKHFKRVHQWLPHLQWHUYDOV7KHUHVHDUFKHUDSSURDFKHGHYHU\ILIWK
EDQNFXVWRPHUVWRILOOWKHTXHVWLRQQDLUH,QWRWDOTXHVWLRQQDLUHVZHUHGLVWULEXWHGWRWKHUHVSRQGHQWVLQWKHVHOHFWHG
EUDQFKHV2XWRIWKHTXHVWLRQQDLUHVGLVWULEXWHGZHUHUHWXUQHGDQGWKLVSURGXFHVDUHVSRQVHUDWHRISHU
FHQW$FFRUGLQJWR&ULPSDQG:ULJKWWKHUHVSRQVHUDWHDERYHSHUFHQWLVJRRGDQGDFFHSWDEOHZKHQWKH
UHVHDUFKXVHVVXUYH\TXHVWLRQQDLUH7RWHVWWKHUHVHDUFKK\SRWKHVHV3DUWLDO/HDVW6TXDUHV3/6DSSURDFKZDVDGDSWHG
3/6FDQRYHUFRPHOLPLWDWLRQVLQWKHILUVWJHQHUDWLRQPXOWLYDULDWHVWDWLVWLFDOGDWDDQGLVDOVRUREXVWDJDLQVWVNHZHG
GLVWULEXWLRQV3/6FDQDOVREHDSSOLHGWRFRPSOH[VWUXFWXUDOHTXDWLRQPRGHOZLWKDODUJHQXPEHURIFRQVWUXFWVDQGLW
FDQKDQGOHERWKUHIOHFWLYHDQGIRUPDWLYHFRQVWUXFWV3/6LVPRUHVXLWDEOHIRUSUHGLFWLRQDQGWKHRU\GHYHORSPHQW

5HVHDUFK)LQGLQJV
4.1 Response rate and demographic profile

0DMRULW\RIWKHUHVSRQGHQWVRIWKLVVWXG\ZHUHPDOHZLWKWKHIUHTXHQF\OHYHODWSHUFHQWZKLOHWKHIHPDOH
UHVSRQGHQWV¶IUHTXHQF\OHYHOZDVSHUFHQW,QWHUPVRIUHVSRQGHQWV¶DJHPRVWRIWKHUHVSRQGHQWVZHUHLQWKHDJH
EUDFNHW RI  \HDUV RI DJH  SHU FHQWZKLOH RQO\  SHU FHQWZHUH  \HDUV DQG DERYH0DMRULW\ RI WKH
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UHVSRQGHQWVKROGV%DFKHORUGHJUHHVSHUFHQWFRPSOHWHGVHFRQGDU\OHYHOHGXFDWLRQSHUFHQWDQGKROG
'LSORPDSHUFHQW6HYHQW\RQHSRLQWWZRSHUFHQWRIWKHUHVSRQGHQWVHDUQHGEHWZHHQ50WR50SHU
PRQWKIROORZHGZLWKSHUFHQWRIWKHUHVSRQGHQWVHDUQLQJEHWZHHQ50WR50SHUPRQWK

4.2 Confirmatory Factor Analysis

4.2.1 Measurement Model 
$PHDVXUHPHQWPRGHOZDVHVWLPDWHGZLWKWKHSXUSRVHWRUHILQHDOOVWUXFWXUDOPRGHOPHDVXUHV$OOLWHPVGHYHORSHG
IRUWKLVVWXG\ZHUHVXEMHFWHGWRDFRQILUPDWRU\IDFWRUDQDO\VLV&)$3/6DSSURDFKZDVXWLOL]HGWRUXQWKH&)$DQG
WR WHVW WKH UHVHDUFK K\SRWKHVHV 3/6 DQDO\VHVDOO SDWK FRHIILFLHQWV VLPXOWDQHRXVO\ DQGSUHGRPLQDQWO\ IRFXVHV RQ
HVWLPDWLQJDQGDQDO\]LQJWKHUHODWLRQVKLSEHWZHHQODWHQWYDULDEOHVLQWKHLQQHUPRGHO7KHDVVHVVPHQWVRIFRQVWUXFW
YDOLGLW\FRQYHUJHQWDQGGLVFULPLQDQWYDOLGLW\DQGUHOLDELOLW\RIWKHPHDVXUHPHQWPRGHOZDVGRQHE\FRQGXFWLQJ&)$
XVLQJ6PDUW3/6VRIWZDUH5LQJOHHWDO7KHLWHPVZHUHDQDO\]HGIRUFRQYHUJHQWYDOLGLW\GLVFULPLQDQW
YDOLGLW\DQGUHOLDELOLW\EDVHGRQWKHJXLGHOLQHVE\)RUQHOODQG/DUNHU7KHPHDVXUHPHQWLWHPVDUHFRQVLGHUHG
WRKDYHFRQYHUJHQWYDOLGLW\ZKHQWKH\DUHLQDJUHHPHQWRIPHDVXULQJWKHVDPHFRQFHSW5DPD\DKHWDO,Q
DVVHVVLQJFRQYHUJHQWYDOLGLW\IDFWRUORDGLQJVDYHUDJHYDULDQFHH[WUDFWHG$9(DQGFRPSRVLWHUHOLDELOLW\&5DUH
FRPPRQO\XVHG$VVXJJHVWHGE\+DLUHWDOORDGLQJVRIDOOLWHPVVKRXOGH[FHHGWKHUHFRPPHQGHGYDOXHRI
DVVKRZQLQ7DEOH$9(VKRXOGDOVREHJUHDWHUWKDQWRMXVWLI\XVLQJDFRQVWUXFW%DUFOD\HWDO7KH
$9(PHDVXUHVWKHYDULDQFHFDSWXUHGE\WKHLQGLFDWRUVUHODWLYHWRPHDVXUHPHQWHUURU5HVXOWVVKRZWKDWWKH$9(LV
EHWZHHQDQG7KH&5YDOXHVDUHEHWZHHQWKHUDQJHRIDQGZKLFKDUHDERYHDVVXJJHVWHG
E\)RUQHOODQG/DUFNHU7KHVHYDOXHVDUHXVHGWRDVVHVVWKHLQWHULWHPFRQVLVWHQF\RIWKHPHDVXUHPHQWPRGHO
5HVXOWVVKRZDOOLWHPVKDYHDGHTXDWHOHYHORIFRQYHUJHQWYDOLGLW\
7KHGHJUHHWRZKLFKLWHPVPHDVXUHGLIIHUHQWFRQFHSWVNQRZQDVGLVFULPLQDQWYDOLGLW\*DUYHUDQG0HQW]HU
FDQEHDVVHVVHGXVLQJ WKH IROORZLQJPHWKRGV LE\H[DPLQLQJZKHWKHU LWHPVZHUH ORDGHGVWURQJO\RQ WKHLURZQ
FRQVWUXFWVRULLE\FRPSDULQJWKHVTXDUHURRWRIDOO$9(IRUHDFKFRQVWUXFWVRWKDWWKH\H[FHHGHGDOOWKHLQWHUIDFWRU
FRUUHODWLRQV EHWZHHQ WKDW DQG HDFK RWKHU FRQVWUXFW RU LLL E\ FRPSDULQJ WKH $9(ZLWK WKH VTXDUHG FRUUHODWLRQ
HVWLPDWHV7KHEROGYDOXHVLQ7DEOHVKRZWKHVTXDUHURRWRIWKH$9(RIHDFKFRQVWUXFWZKLOHWKHRWKHUYDOXHVDUH
WKHFRUUHODWLRQFRHIILFLHQWVEHWZHHQFRQVWUXFWV5HVXOWVVKRZWKDWWKHVTXDUHURRWRIDOO$9(YDOXHVIRUHDFKFRQVWUXFW
H[FHHGVDOOWKHLQWHUIDFWRUFRUUHODWLRQVEHWZHHQWKDWDQGHDFKRWKHUFRQVWUXFWIRUHDFKFRQVWUXFWLQGLFDWLQJDGHTXDWH
OHYHORIGLVFULPLQDQWYDOLGLW\5HVXOWVVKRZWKDWWKHPHDVXUHPHQWPRGHOLVYDOLGDQGUHOLDEOH

4.2.2 Structural Model 

 6WUXFWXUDOPRGHOHYDOXDWLRQZDVFRQGXFWHGWRWHVWWKHSUHGLFWLYHRUFDXVDOUHODWLRQVKLSEHWZHHQFRQVWUXFWVLQWKH
PRGHO7KHDVVHVVPHQWRIVWUXFWXUDOPRGHOZDVFRQGXFWHGDIWHUFKHFNLQJIRUYDOLGLW\DQGUHOLDELOLW\RIWKHFRQVWUXFWV
LQWKHPHDVXUHPHQWPRGHO2QFHWKHYDOLGLW\DQGWKHUHOLDELOLW\RIWKHPHDVXUHPHQWPRGHOZHUHFRQILUPHGWKHPRGHO
ZDVHYDOXDWHGE\UXQQLQJWKH3/6$OJRULWKPWRH[DPLQHWKHYDOXHVRIWKHSDWKFRHIILFLHQWVYDOXHV1H[WDERRWVWUDS
UHVDPSOLQJSURFHGXUHVXEVDPSOHVZDVXVHGWRJHQHUDWHWKHVWDQGDUGHUURUVDQGWYDOXHVZKLFKSHUPLWVWKH
YDOXHVSDWKFRHIILFLHQWVWREHPDGHVWDWLVWLFDOO\VLJQLILFDQW7KLVVWHSLQYROYHGWHVWLQJWKHVWDWLVWLFDOVLJQLILFDQFHRI
HDFKSDWKFRHIILFLHQWDQGWRSURYLGHFRQILGHQFHLQWHUYDOVIRUDOOSDUDPHWHUHVWLPDWHV


7DEOH5HVXOWVRI0HDVXUHPHQW0RGHO

&RQVWUXFW

'LPHQVLRQ

,WHP

/RDGLQJV

$9(E

&5D

5HODWLRQDO1RUPV )OH[LELOLW\ );   
  );   
  );   
 ,QIR([FKDQJH ,(   
  ,(   
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  ,(   
  ,(   
 6ROLGDULW\ 62   
  62   
  62   
5HODWLRQVKLS4XDOLW\ 7UXVW 76   
  76   
  76   
  76   
 &RPPLWPHQW &2   
  &2  
  &2  
 6DWLVIDFWLRQ 67   
  67  
  67  
  67  
 /R\DOW\ /2   
  /2  
  /2  
  /2  
  /2  
D&RPSRVLWHUHOLDELOLW\&5 VTXDUHRIWKHVXPPDWLRQRIWKHIDFWRUORDGLQJV^VTXDUHRIWKHVXPPDWLRQRIWKHIDFWRUORDGLQJVVTXDUHRIWKH
VXPPDWLRQRIWKHHUURUYDULDQFHV`
E$YHUDJH YDULDQFH H[WUDFWHG $9(   VXPPDWLRQ RI WKH VTXDUH RI WKH IDFWRU ORDGLQJV^VXPPDWLRQ RI WKH VTXDUH RI WKH IDFWRU ORDGLQJV 
VXPPDWLRQRIWKHHUURUYDULDQFHV`


5HVXOWV LQ 7DEOH  VKRZ WKDW UHODWLRQDO QRUPV SRVLWLYHO\ LQIOXHQFH     S   UHODWLRQVKLS TXDOLW\
5HODWLRQVKLSTXDOLW\DOVRH[KLELWHGDVWURQJSRVLWLYHLQIOXHQFH SRQFXVWRPHUOR\DOW\7KHUHVXOWV
JDYHDWYDOXHRIIURPUHODWLRQDOQRUPVWRUHODWLRQVKLSTXDOLW\WKXVVXSSRUWLQJ++LVDOVRVXSSRUWHGLQ
ZKLFKUHODWLRQVKLSTXDOLW\ZDVVKRZQWRKDYHDVLJQLILFDQWLPSDFWRQFXVWRPHUOR\DOW\ZLWKWKHWYDOXHRI

7DEOH5HVXOWVRI'LVFULPLQDQW9DOLGLW\


&RPPLWPHQW

/R\DOW\

)OH[LELOLW\

,QIRUPDWLRQ
([FKDQJH
6DWLVIDFWLRQ

6ROLGDULW\

7UXVW

&RPPLWPHQW       
/R\DOW\       
)OH[LELOLW\       
,QIRUPDWLRQ
([FKDQJH       
6DWLVIDFWLRQ       
6ROLGDULW\       
7UXVW       
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'LDJRQDOVLQEROGUHSUHVHQWWKHVTXDUHURRWRIDYHUDJHYDULDQFHH[WUDFWHGZKLOHWKHRWKHUHQWULHVUHSUHVHQWWKHFRUUHODWLRQV


4.2.3 Testing for Mediating Effect of Relationship Quality  
7KHPHGLDWLQJHIIHFWRIUHODWLRQVKLSTXDOLW\09RQWKHOLQNEHWZHHQUHODWLRQDOQRUPV,9DQGFXVWRPHUOR\DOW\
'9ZDVWHVWHGXVLQJWKHVWHSVVXJJHVWHGE\3UHDFKHUDQG+D\HV7KHLQGLUHFWHIIHFWDEDQHVWLPDWHGVWDQGDUG
HUURUDQGERWKWKHLQGLUHFWHIIHFWVLQWHUYDODWFRQILGHQFHOHYHOZHUHHVWLPDWHGXVLQJWKHERRWVWUDSSLQJSURFHGXUH
3DWKDDQGEUHSUHVHQWWKHYDOXHVRIWKHUHODWLRQVKLSVEHWZHHQUHODWLRQDOQRUPV,9DQGUHODWLRQVKLSTXDOLW\09
DQGUHODWLRQVKLSTXDOLW\09DQGFXVWRPHUOR\DOW\'9UHVSHFWLYHO\


7DEOH5HVXOWVRIWKH6WUXFWXUDO0RGHO

+\SRWKHVLV 5HODWLRQVKLSV %HWD 6WG(UURU WYDOXH 'HFLVLRQ
+

5HODWLRQDO1RUPV!
5HODWLRQVKLS4XDOLW\






6XSSRUWHG

+

5HODWLRQVKLS4XDOLW\!
&XVWRPHU/R\DOW\






6XSSRUWHG

S

5HVXOWVLQ7DEOHVKRZVWKHLQGLUHFWHIIHFWLVHVWLPDWHGWREH,QDGGLWLRQWKHERRWVWUDSSHGHVWLPDWLRQRI
ORZHU DQGXSSHU OLPLW OLH EHWZHHQ DQG DW FRQILGHQFH OHYHO 6LQFH ]HUR GRHV QRW OLH LQ WKH 
FRQILGHQFHLQWHUYDOLWFDQEHFRQFOXGHGWKDWWKHLQGLUHFWHIIHFWLVVLJQLILFDQWO\GLIIHUHQWIURP]HURDWSWZR
WDLOHG 3UHDFKHU DQG+D\HV 7KHUHIRUH K\SRWKHVLV+ LV VXSSRUWHG FRQILUPLQJ UHODWLRQVKLS TXDOLW\ KDV D
PHGLDWLQJHIIHFWRQWKHOLQNEHWZHHQUHODWLRQDOQRUPVDQGFXVWRPHUOR\DOW\

'LVFXVVLRQVDQG,PSOLFDWLRQV
7KLV VWXG\ IRXQG WKDW UHODWLRQDO QRUPV DQG UHODWLRQVKLS TXDOLW\ KDYH EHHQ IRXQG LQIOXHQFH FXVWRPHU OR\DOW\
5HODWLRQVKLSTXDOLW\ZDVDOVRIRXQGWREHDPHGLDWRUEHWZHHQUHODWLRQDOQRUPVDQGFXVWRPHUOR\DOW\7KLVUHVXOWDGGHG
WRWKHOLWHUDWXUHE\SURYLGLQJDGGLWLRQDOVXSSRUWWRWKHILQGLQJVLQSUHYLRXVHPSLULFDOVWXGLHV6WXGLHVFRQGXFWHGE\
/LQDQG:DQJLQWKH%&PDUNHWDQGE\(JJHUWDQG8ODJDLQWKH%%PDUNHWIRXQGWKDWOR\DOW\LV
PHGLDWHGE\UHODWLRQVKLSTXDOLW\5HVXOWRIWKHODWWHUDOVRFRQILUPVWKDWUHODWLRQDOQRUPVDUHFRQWULEXWLQJIDFWRUVWR
KLJKTXDOLW\DQGORQJWHUPUHODWLRQVKLSV)LQGLQJVIURPWKLVVWXG\VXJJHVWWKDWLIWKH,VODPLFEDQN
7DEOH5HVXOWVRI0HGLDWRU7HVWLQJ

  ,QGLUHFW
(IIHFW
  %RRWVWUDSSHG&RQILGHQFH
,QWHUYDO
+\SRWKHVLV 3DWKD 3DWKE DE 6WG(UURU WYDOXH /RZHU
/LPLW
8SSHU
/LPLW
+       
S

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EDQNZDQWVWREHQHILWIURPFXVWRPHUOR\DOW\HJLQFUHDVHLQSURILWDELOLW\DQGSRVLWLYHZRUGRIPRXWKWKHUHLVDQHHG
WRHPSKDVLVRQUHODWLRQDOQRUPVDQGWKHTXDOLW\RIUHODWLRQVKLSZLWKLWVFXVWRPHUV0RUHRYHUWKLVVWXG\VKRZVLIWKH
EDQNSUDFWLFHVIOH[LELOLW\VROLGDULW\DQGH[FKDQJHRI LQIRUPDWLRQ LQ WKHLUVHUYLFHV LWZLOOEHDEOH WRGHYHORSKLJK
TXDOLW\UHODWLRQVKLSVZLWKWKHLUFXVWRPHUZKLFKZLOOOHDGWRFXVWRPHUOR\DOW\,WLVLPSRUWDQWIRUWKH,VODPLFEDQNVLQ
WKHGXDOEDQNLQJV\VWHPWRSURYLGHFRQWLQXRXVWUDLQLQJWRWKHIURQWOLQHUV7KLVSUDFWLFHHQVXUHVWKHEDQNHPSOR\HHV
WRKDYHWKHNQRZOHGJHWKDWFDQFUHDWHJRRGUHODWLRQVKLSVZLWKWKHFXVWRPHU6LQFHPRVWEDQNVDUHRIIHULQJDOPRVW
LGHQWLFDO SURGXFWV WKH\ EDQNV VKRXOG HPSKDVLV RQ UHODWLRQVKLSPDUNHWLQJ LQ GHYHORSLQJ UHODWLRQVKLSV ZLWK WKHLU
FXVWRPHUV,WVKRXOGDOVREHQRWHGWKDWWKHGHYHORSPHQWRIFXVWRPHUOR\DOW\GHSHQGVRQDZHOOPDQDJHGIRUPDWLRQRI
UHODWLRQDOQRUPVDQGUHODWLRQVKLSTXDOLW\&XVWRPHUOR\DOW\ZLOORQO\GHYHORSDIWHUUHODWLRQDOQRUPVFUHDWHFXVWRPHU
VDWLVIDFWLRQWUXVWDQGFRPPLWPHQWWRZDUGVWKH,VODPLFEDQNLQWKHGXDOEDQNLQJV\VWHP
$FNQRZOHGJHPHQW

7KLV UHVHDUFK LV IXOO\ IXQGHGE\ WKH5HVHDUFK$FFXOWXUDWLRQ*UDQW6FKHPH 5$*6 IURP WKH0LQLVWU\RI+LJKHU
(GXFDWLRQ0DOD\VLD3URMHFW1R

5HIHUHQFHV

$WKDYDOH $ 6 %DQDKDQ ,,, % ) %HQWOH\ - 3 	 :HVW6WUXP ' 6 $QWHFHGHQWV DQG &RQVHTXHQFHV RI 3KDUPDF\ /R\DOW\
%HKDYLRU,QWHUQDWLRQDO-RXUQDORI3KDUPDFHXWLFDODQG+HDOWKFDUH
%DUFOD\':7KRPSVRQ5	+LJJLQV&7KHSDUWLDOOHDVWVTXDUHV3/6DSSURDFKWRFDXVDOPRGHOLQJSHUVRQDOFRPSXWHUDGRSWLRQ
DQGXVHDQLOOXVWUDWLRQ7HFKQRORJ\6WXGLHV6SHFLDO,VVXHRQ5HVHDUFK0HWKRGRORJ\
%HUWKRQ33LWW/)(ZLQJ07	%DNNHODQG*1RUPVDQGSRZHULQPDUNHWLQJUHODWLRQVKLSV$OWHUQDWLYHWKHRULHVDQGHPSLULFDO
HYLGHQFH-RXUQDORI%XVLQHVV5HVHDUFK
&DQQRQ3	3HUUHDXOW:'%X\HU6HOOHU5HODWLRQVKLSVLQ%XVLQHVV0DUNHWV-RXUQDORI0DUNHWLQJ5HVHDUFK1RYHPEHU
&KHQ7<	/LQ)-8VLQJ5HODWLRQDO1RUPDVWR&UHDWH$SSURSULDWH5HODWLRQVKLS9DOXH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